Administrative Services Incidents Report

6/1/2010 to 7/1/2010 as of 7/1/2010

|Administrative Services I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Low Medium Total
_No Tier 2 None None 7 7
4 4
Total 7 7
4 4
Total 7 7
4 4
Application Error Microsoft 1 1
Access 2007 0 0
None 2 2
0 0
Novell Client 1 1
for 32-bit 0 0
Novell 5 5
GroupWise 0 0
Novell 1 1
Messenger 0 0
Roxio Media 1 1
Manager 0 0
Total 1" 11




Low Medium Total
Application None Novell 2 0 2
GroupWise 0 0 0
Total 2 0 2
0 0 0
Password Novell 1 0 1
GroupWise 0 0 0
PGP 1 0 1
0 0 0
Total 2 0 2
0 0 0
Reporting Microsoft 1 0 1
Windows XP 0 0 0
Novell 3 0 3
GroupWise 0 0 0
Total 4 0 4
0 0 0
Total 19 0 19
0 0 0
Network Error MindQ 1 0 1
Knowledge 0 0 0
None 4 0 4
0 0 0
Novell Client 3 0 3
for 32-bit 0 0 0
Total 8 0 8
0 0 0
Incident None 1 0 1
0 0 0
Total 1 0 1
0 0 0
None Novell Client 2 0 2
for 32-bit 0 0 0




Low Medium Total
Network None Total 2 0 2
0 0 0
Password None 1 0 1
1 0 1
Novell Client 2 0 2
for 32-bit 0 0 0
Total 3 0 3
1 0 1
Performance None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Total 16 0 16
1 0 1
PC/Laptop Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
None Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Performance None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 4 0 4
0 0 0




Low

Medium

Total

Server None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

47 47

5 5

_No Tier 2 None None 0 2
0 0

Novell 1 1

GroupWise 1 1

Total 1 3

1 1

Total 1 3

1 1

Application None ProjectWise 1 1
0 0

Total 1 1

0 0

Reporting IBM Tivoli 0 1

Storage 0 0

Total 0 1

0 0

Total 1 2

0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0
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None
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None
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Low

Medium

Total

Application Error Motor Vehicle 0
Administration 0

None 0

0

Total 0

0

Total 0

0

Network Error None 0
0

Novell Client 0

for 32-bit 0

Total 0

0

Incident None 0

0

Total 0

0

Total 0

0

PC/Laptop Hardware None 0
0

Total 0

0

Total 0

0

0

0

Application None Novell 0
GroupWise 0

Total 0




Low

Medium

Total

Application Total 1 0 1
0 0 0

Network Password Novell Client 1 0 1
for 32-bit 0 0 0

Total 1 0 1

0 0 0

1 0 1

0 0 0

2 0 2

0 0 0

1 0 1

1 0 1

Novell Client 1 0 1

for 32-bit 0 0 0

Total 2 0 2

1 0 1

2 0 2

1 0 1

2 0 2

1 0 1

_No Tier 2 1 0 1
0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

_No Tier 2 Microsoft 1 0 1
Windows XP 1 0 1

None 1 0 1

0 0 0




Low Medium Total
_No Tier 2 None Novell Netware 1 0 1
Connect 1 0 1
Total 3 0 3
2 0 2
Total 3 0 3
2 0 2
Application Error Novell 1 0 1
GroupWise 1 0 1
Total 1 0 1
1 0 1
Total 1 0 1
1 0 1
Print/Copy/Sca Incident None 1 0 1
n/Fax 1 0 1
Total 1 0 1
1 0 1
Paper Jam None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 2 0 2
2 0 2
6 0 6
5 0 5
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Network Error Cisco Secure 1 0 1
VPN Client 0 0 0
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Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Inital Respons

ird

Low Medium Total

_No Tier 2 None None 7 0 7
0 0 0
Total 7 0 7
0 0 0
Total 7 0 7
0 0 0
Application Error Microsoft 1 0 1
Access 2007 0 0 0
None 2 0 2
0 0 0
Novell Client 1 0 1
for 32-bit 1 0 1
Novell 5 0 5
GroupWise 2 0 2
Novell 1 0 1
Messenger 0 0 0
Roxio Media 1 0 1
Manager 0 0 0
Total 11 0 11

3 0
None Novell 2 0 2
GroupWise 1 0 1
Total 2 0 2
1 0 1




Low Medium Total
Application Password Novell 1 0 1
GroupWise 0 0 0
PGP 1 0 1
0 0 0
Total 2 0 2
0 0 0
Reporting Microsoft 1 0 1
Windows XP 1 0 1
Novell 3 0 3
GroupWise 2 0 2
Total 4 0 4
3 0 3
Total 19 0 19
7 0 7
Network Error MindQ 1 0 1
Knowledge 0 0 0
None 4 0 4
2 0 2
Novell Client 3 0 3
for 32-bit 2 0 2
Total 8 0 8
4 0 4
Incident None 1 0 1
0 0 0
Total 1 0 1
0 0 0
None Novell Client 2 0 2
for 32-bit 0 0 0
Total 2 0 2
0 0 0
Password None 1 0 1
0 0 0




Low

Medium

Total

Network Password Novell Client 2 0 2
for 32-bit 2 0 2

Total 3 0 3

2 0 2

Performance None 2 0 2
0 0 0

Total 2 0 2

0 0 0

6 0 6

PC/Laptop Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

None Novell Client 1 0 1
for 32-bit 0 0 0

Total 1 0 1

0 0 0

Password None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Performance None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 4 0 4
0 0 0

Server None None 1 0 1
0 0 0

Total 1 0 1

0 0 0




Low

Medium

Total

1 0 1

0 0 0

47 0 47

13 0 13

_No Tier 2 0 2 2
0 0 0

Novell 1 0 1

GroupWise 0 0 0

Total 1 2 3

0 0 0

Total 1 2 3

0 0 0

Application None ProjectWise 1 0 1
1 0 1

Total 1 0 1

1 0 1

Reporting IBM Tivoli 0 1 1

Storage 0 1 1

Total 0 1 1

0 1 1

Total 1 1 2

1 1 2

Network 1 0 1
0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

3 3 6

1 1 2

EIS Hardware Printer 1 0 1
0 0 0




Low Medium Total
EIS Hardware Printer Total 0 1
0 0
Total 0 1
0 0
0 1
0 0
Application Error Novell 0 1
GroupWise 0 0
Novell 0 1
Messenger 0 0
pgp 0 1
0 0
ProjectWise 0 1
0 0
Total 0 4
0 0
Password Utah Master 0 1
Directory 0 0
Total 0 1
0 0
Reporting Novell 0 1
GroupWise 0 0
Total 0 1
0 0
Total 0 6
0 0
Network Password Microsoft 0 1
Windows XP 0 0
Total 0 1
0 0
Total 0 1
0 0
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Low Medium Total
Application Error Total 0 2
0 0
Total 0 2
0 0
Network Error None 0 1
0 0
Novell Client 0 1
for 32-bit 0 0
Total 0 2
0 0
Incident None 0 1
0 0
Total 0 1
0 0
Total 0 3
0 0
PC/Laptop Hardware None 0 1
0 1
Total 0 1
0 1
Total 0 1
0 1
0 7
0 1
Application None Novell 0 1
GroupWise 0 0
Total 0 1
0 0
Total 0 1
0 0
Network Password Novell Client 0 1
for 32-bit 0 0




Low Medium Total

Network Password 1 0 1
0 0 0

1 0 1

0 0 0

2 0 2

0 0 0

Network 1 0 1
0 0 0

Novell Client 1 0 1

for 32-bit 0 0 0

Total 2 0 2

0 0 0

2 0 2

0 0 0

2 0 2

0 0 0

_No Tier 2 1 0 1
1 0 1

1 0 1

1 0 1

1 0 1

1 0 1

1 0 1

1 0 1

_No Tier 2 Microsoft 1 0 1
Windows XP 1 0 1

None 1 0 1

0 0 0

Novell Netware 1 0 1

Connect 0 0 0

Total 3 0 3

1 0 1




Low Medium Total
_No Tier 2 Total 3 0 3
1 0 1
Application Error Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
Paper Jam None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
0 0 0
6 0 6
1 0 1
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Network Error Cisco Secure 1 0 1
VPN Client 1 0 1
Total 1 0 1
1 0 1
Total 1 0 1
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Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Medium Total
_No Tier 2 None None 7 0 7
0.03 0.00 0.03
Total 7 0 7
0.03 0.00 0.03
Total 7 0 7
0.03 0.00 0.03
Application Error Microsoft 1 0 1
Access 2007 0.33 0.00 0.33
None 2 0 2
0.28 0.00 0.28
Novell Client 1 0 1
for 32-bit 1.53 0.00 1.53
Novell 5 0 5
GroupWise 0.90 0.00 0.90
Novell 1 0 1
Messenger 0.98 0.00 0.98
Roxio Media 1 0 1
Manager 0.98 0.00 0.98
Total 11 0 11
0.81 0.00 0.81
None Novell 2 0 2
GroupWise 0.84 0.00 0.84
Total 2 0 2
0.84 0.00 0.84




Low Medium Total
Application Password Novell 1 0 1
GroupWise 0.51 0.00 0.51
PGP 1 0 1
0.92 0.00 0.92
Total 2 0 2
0.71 0.00 0.71
Reporting Microsoft 1 0 1
Windows XP 2.08 0.00 2.08
Novell 3 0 3
GroupWise 1.64 0.00 1.64
Total 4 0 4
1.75 0.00 1.75
Total 19 0 19
1.00 0.00 1.00
Network Error MindQ 1 0 1
Knowledge 0.25 0.00 0.25
None 4 0 4
0.84 0.00 0.84
Novell Client 3 0 3
for 32-bit 0.89 0.00 0.89
Total 8 0 8
0.79 0.00 0.79
Incident None 1 0 1
0.65 0.00 0.65
Total 1 0 1
0.65 0.00 0.65
None Novell Client 2 0 2
for 32-bit 0.45 0.00 0.45
Total 2 0 2
0.45 0.00 0.45
Password None 1 0 1
0.00 0.00 0.00




Low

Medium

Total

Network Password Novell Client 2 0 2
for 32-bit 2.09 0.00 2.09

Total 3 0 3

1.39 0.00 1.39

Performance None 2 0 2
0.50 0.00 0.50

Total 2 0 2

0.50 0.00 0.50

0.81 0.00 0.81

PC/Laptop Error None 1 0 1
0.32 0.00 0.32

Total 1 0 1

0.32 0.00 0.32

None Novell Client 1 0 1
for 32-bit 0.87 0.00 0.87

Total 1 0 1

0.87 0.00 0.87

Password None 1 0 1
0.65 0.00 0.65

Total 1 0 1

0.65 0.00 0.65

Performance None 1 0 1
0.66 0.00 0.66

Total 1 0 1

0.66 0.00 0.66

Total 4 0 4
0.63 0.00 0.63

Server None None 1 0 1
0.62 0.00 0.62

Total 1 0 1

0.62 0.00 0.62




Low

Medium

Total

1 0 1

0.62 0.00 0.62

47 0 47

0.75 0.00 0.75

_No Tier 2 0 2 2
0.00 0.72 0.72

Novell 1 0 1

GroupWise 0.00 0.00 0.00

Total 1 2 3

0.00 0.72 0.48

Total 1 2 3

0.00 0.72 0.48

Application None ProjectWise 1 0 1
6.25 0.00 6.25

Total 1 0 1

6.25 0.00 6.25

Reporting IBM Tivoli 0 1 1

Storage 0.00 3.15 3.15

Total 0 1 1

0.00 3.15 3.15

Total 1 1 2

6.25 3.15 4.70

Network 1 0 1
0.41 0.00 0.41

1 0 1

0.41 0.00 0.41

1 0 1

0.41 0.00 0.41

3 3 6

2.22 1.53 1.88

EIS Hardware Printer 1 0 1
0.90 0.00 0.90




Low Medium Total
EIS Hardware Printer Total 1 0 1
0.90 0.00 0.90
Total 1 0 1
0.90 0.00 0.90
1 0 1
0.90 0.00 0.90
Application Error Novell 1 0 1
GroupWise 0.39 0.00 0.39
Novell 1 0 1
Messenger 0.08 0.00 0.08
pgp 1 0 1
0.00 0.00 0.00
ProjectWise 1 0 1
0.87 0.00 0.87
Total 4 0 4
0.33 0.00 0.33
Password Utah Master 1 0 1
Directory 0.19 0.00 0.19
Total 1 0 1
0.19 0.00 0.19
Reporting Novell 1 0 1
GroupWise 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 6 0 6
0.25 0.00 0.25
Network Password Microsoft 1 0 1
Windows XP 0.06 0.00 0.06
Total 1 0 1
0.06 0.00 0.06
Total 1 0 1
0.06 0.00 0.06




Low

Medium

Total

PC/Laptop Hardware None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Telecom None None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

9 0 9

0.18 0.00 0.18

_No Tier 2 None None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

_No Tier 2 None None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Application Error Motor Vehicle 1 0 1
Administration 0.00 0.00 0.00

None 1 0 1

0.86 0.00 0.86




Low

Medium

Total

Application Error Total 2 0 2
0.43 0.00 0.43

Total 2 0 2

0.43 0.00 0.43

Network Error None 1 0 1
0.06 0.00 0.06

Novell Client 1 0 1

for 32-bit 0.36 0.00 0.36

Total 2 0 2

0.21 0.00 0.21

Incident None 1 0 1

0.85 0.00 0.85

Total 1 0 1

0.85 0.00 0.85

Total 3 0 3

0.42 0.00 0.42

PC/Laptop Hardware None 1 0 1
12.03 0.00 12.03

Total 1 0 1

12.03 0.00 12.03

Total 1 0 1

12.03 0.00 12.03

7 0 7

2.02 0.00 2.02

Application None Novell 1 0 1
GroupWise 0.09 0.00 0.09

Total 1 0 1

0.09 0.00 0.09

Total 1 0 1

0.09 0.00 0.09

Network Password Novell Client 1 0 1
for 32-bit 0.07 0.00 0.07




Low Medium Total
Network Password 1 0 1
0.07 0.00 0.07
1 0 1
0.07 0.00 0.07
2 0 2
0.08 0.00 0.08
Network 1 0 1
0.04 0.00 0.04
Novell Client 1 0 1
for 32-bit 0.84 0.00 0.84
Total 2 0 2
0.44 0.00 0.44
2 0 2
0.44 0.00 0.44
2 0 2
0.44 0.00 0.44
_No Tier 2 1 0 1
1.78 0.00 1.78
1 0 1
1.78 0.00 1.78
1 0 1
1.78 0.00 1.78
1 0 1
1.78 0.00 1.78
_No Tier 2 Microsoft 1 0 1
Windows XP 2.03 0.00 2.03
None 1 0 1
0.00 0.00 0.00
Novell Netware 1 0 1
Connect 0.01 0.00 0.01
Total 3 0 3
0.68 0.00 0.68




Low Medium Total
_No Tier 2 Total 3 0 3
0.68 0.00 0.68
Application Error Novell 1 0 1
GroupWise 0.02 0.00 0.02
Total 1 0 1
0.02 0.00 0.02
Total 1 0 1
0.02 0.00 0.02
Print/Copy/Sca Incident None 1 0 1
n/Fax 0.03 0.00 0.03
Total 1 0 1
0.03 0.00 0.03
Paper Jam None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 2 0 2
0.02 0.00 0.02
6 0 6
0.35 0.00 0.35
_No Tier 2 None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Network Error Cisco Secure 1 0 1
VPN Client 1.08 0.00 1.08
Total 1 0 1
1.08 0.00 1.08
Total 1 0 1
1.08 0.00 1.08




Network

Application

Telecom

Medium Total
2 0 2
0.54 0.00 0.54
1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
1 0 1
9.56 0.00 9.56
1 0 1
9.56 0.00 9.56
1 0 1
9.56 0.00 9.56
1 0 1
9.56 0.00 9.56
Reporting IBM Tivoli 1 0 1
Storage 6.62 0.00 6.62
Total 1 0 1
6.62 0.00 6.62
1 0 1
6.62 0.00 6.62
1 0 1
6.62 0.00 6.62
Area Code 1 0 1
0.32 0.00 0.32
Total 1 0 1
0.32 0.00 0.32
Call Telephone 1 0 1
Management 0.20 0.00 0.20




Low Medium Total
Telecom Call Total 1 0 1
Management 0.20 0.00 0.20
Feature Telephone 2 0 2
0.08 0.00 0.08
Total 2 0 2
0.08 0.00 0.08
Voice Mail None 3 0 3
0.20 0.00 0.20
Telephone 2 0 2
0.23 0.00 0.23
Total 5
0.21
9
0.19
9
0.19
96

0.91




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Low Medium Total

_No Tier 2 None None 7 0 7
0 0 0
Total 7 0 7
0 0 0
Total 7 0 7
0 0 0
Application Error Microsoft 1 0 1
Access 2007 1 0 1
None 2 0 2
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Novell 5 0 5
GroupWise 1 0 1
Novell 1 0 1
Messenger 0 0 0
Roxio Media 1 0 1
Manager 0 0 0
Total 11 0 11

0
None Novell 2 0 2
GroupWise 1 0 1

Total 2 0
1 0 1




Low Medium Total
Application Password Novell 1 0 1
GroupWise 0 0 0
PGP 1 0 1
0 0 0
Total 2 0 2
0 0 0
Reporting Microsoft 1 0 1
Windows XP 1 0 1
Novell 3 0 3
GroupWise 0 0 0
Total 4 0 4
1 0 1
Total 19 0 19
4 0 4
Network Error MindQ 1 0 1
Knowledge 0 0 0
None 4 0 4
0 0 0
Novell Client 3 0 3
for 32-bit 1 0 1
Total 8 0 8
1 0 1
Incident None 1 0 1
0 0 0
Total 1 0 1
0 0 0
None Novell Client 2 0 2
for 32-bit 0 0 0
Total 2 0 2
0 0 0
Password None 1 0 1
0 0 0




Low

Medium

Total

Network Password Novell Client 2 0 2
for 32-bit 0 0 0

Total 3 0 3

0 0 0

Performance None 2 0 2
0 0 0

Total 2 0 2

0 0 0

1 0 1

PC/Laptop Error None 1 0 1
1 0 1

Total 1 0 1

1 0 1

None Novell Client 1 0 1
for 32-bit 0 0 0

Total 1 0 1

0 0 0

Password None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Performance None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Total 4 0 4
2 0 2

Server None None 1 0 1
0 0 0

Total 1 0 1

0 0 0




Low Medium Total
Server Total 1 0 1
0 0 0
47 0 47
7 0 7
_No Tier 2 None None 0 2 2
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 1 2 3
0 0 0
Total 1 2 3
0 0 0
Application None ProjectWise 1 0 1
1 0 1
Total 1 0 1
1 0 1
Reporting IBM Tivoli 0 1 1
Storage 0 0 0
Total 0 1 1
0 0 0
Total 1 1 2
1 0 1
Network Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
3 3 6
1 0 1
EIS Hardware Printer None 1 0 1




Low

Medium

Total

EIS Hardware Printer Total 0
0

Total 0
0

0

0

Application Error Novell 0
GroupWise 0

Novell 0

Messenger 0

pgp 0

0

ProjectWise 0

0

Total 0

0

Password Utah Master 0
Directory 0

Total 0

0

Reporting Novell 0
GroupWise 0

Total 0

0

Total 0
0

Network Password Microsoft 0
Windows XP 0

Total 0

0

Total 0




Low

Medium

Total

PC/Laptop

Hardware

None

Total

Total

Telecom

_No Tier 2

_No Tier 2

None

None

Total

Total

None

None

Total

Total

None

None

Total

Total

Application

Error

Motor Vehicle
Administration

None




Low

Medium

Total

Application Error Total 0 2
0 1

Total 0 2

0 1

Network Error None 0 1
0 0

Novell Client 0 1

for 32-bit 0 1

Total 0 2

0 1

Incident None 0 1

0 0

Total 0 1

0 0

Total 0 3

0 1

PC/Laptop Hardware None 0 1
0 1

Total 0 1

0 1

Total 0 1

0 1

0 7

0 4

Application None Novell 0 1
GroupWise 0 0

Total 0 1

0 0

Total 0 1

0 0

Network Password Novell Client 0 1
for 32-bit 0 0




Network

Network

_No Tier 2

_No Tier 2

Low Medium Total
1 0 1
0 0 0
1 0 1
0 0 0
2 0 2
0 0 0
1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 1 0 1
Total 2 0 2
1 0 1
2 0 2
1 0 1
2 0 2
1 0 1
1 0 1
0 0 0
1 0 1
0 0 0
1 0 1
0 0 0
1 0 1
0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
0 0 0
Novell Netware 1 0 1
Connect 0 0 0
Total 3 0 3
0 0 0
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Total
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Total

Print/Copy/Sca
n/Fax

_No Tier 2
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Total

Paper Jam

None

Total

Total

None

None

Total

Total

Network

Error

Cisco Secure
VPN Client

Total

Total
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Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Medium Total
_No Tier 2 None None 7 0 7
0.14 0.00 0.14
Total 7 0 7
0.14 0.00 0.14
Total 7 0 7
0.14 0.00 0.14
Application Error Microsoft 1 0 1
Access 2007 10.94 0.00 10.94
None 2 0 2
1.36 0.00 1.36
Novell Client 1 0 1
for 32-bit 2.07 0.00 2.07
Novell 5 0 5
GroupWise 2.55 0.00 2.55
Novell 1 0 1
Messenger 2.69 0.00 2.69
Roxio Media 1 0 1
Manager 0.98 0.00 0.98
Total 11 0 11
2.92 0.00 2.92
None Novell 2 0 2
GroupWise 6.21 0.00 6.21
Total 2 0 2
6.21 0.00 6.21




Low Medium Total
Application Password Novell 1 0 1
GroupWise 0.51 0.00 0.51
PGP 1 0 1
1.02 0.00 1.02
Total 2 0 2
0.76 0.00 0.76
Reporting Microsoft 1 0 1
Windows XP 8.32 0.00 8.32
Novell 3 0 3
GroupWise 2.01 0.00 2.01
Total 4 0 4
3.59 0.00 3.59
Total 19 0 19
3.18 0.00 3.18
Network Error MindQ 1 0 1
Knowledge 0.25 0.00 0.25
None 4 0 4
1.33 0.00 1.33
Novell Client 3 0 3
for 32-bit 5.42 0.00 5.42
Total 8 0 8
2.73 0.00 2.73
Incident None 1 0 1
1.56 0.00 1.56
Total 1 0 1
1.56 0.00 1.56
None Novell Client 2 0 2
for 32-bit 1.01 0.00 1.01
Total 2 0 2
1.01 0.00 1.01
Password None 1 0 1
0.00 0.00 0.00




Low

Medium

Total

Network Password Novell Client 2 0 2
for 32-bit 2.36 0.00 2.36

Total 3 0 3

1.57 0.00 1.57

Performance None 2 0 2
0.50 0.00 0.50

Total 2 0 2

0.50 0.00 0.50

1.95 0.00 1.95

PC/Laptop Error None 1 0 1
6.63 0.00 6.63

Total 1 0 1

6.63 0.00 6.63

None Novell Client 1 0 1
for 32-bit 5.60 0.00 5.60

Total 1 0 1

5.60 0.00 5.60

Password None 1 0 1
2.02 0.00 2.02

Total 1 0 1

2.02 0.00 2.02

Performance None 1 0 1
6.67 0.00 6.67

Total 1 0 1

6.67 0.00 6.67

Total 4 0 4
5.23 0.00 5.23

Server None None 1 0 1
0.62 0.00 0.62

Total 1 0 1

0.62 0.00 0.62




Low

Medium

Total

1 0 1

0.62 0.00 0.62

47 0 47

2.43 0.00 2.43

_No Tier 2 0 2 2
0.00 0.72 0.72

Novell 1 0 1

GroupWise 0.06 0.00 0.06

Total 1 2 3

0.06 0.72 0.50

Total 1 2 3

0.06 0.72 0.50

Application None ProjectWise 1 0 1
6.26 0.00 6.26

Total 1 0 1

6.26 0.00 6.26

Reporting IBM Tivoli 0 1 1

Storage 0.00 3.15 3.15

Total 0 1 1

0.00 3.15 3.15

Total 1 1 2

6.26 3.15 4.71

Network 1 0 1
0.42 0.00 0.42

1 0 1

0.42 0.00 0.42

1 0 1

0.42 0.00 0.42

3 3 6

2.25 1.53 1.89

EIS Hardware Printer 1 0 1
17.35 0.00 17.35




Low Medium Total
EIS Hardware Printer Total 1 0 1
17.35 0.00 17.35
Total 1 0 1
17.35 0.00 17.35
1 0 1
17.35 0.00 17.35
Application Error Novell 1 0 1
GroupWise 0.39 0.00 0.39
Novell 1 0 1
Messenger 0.08 0.00 0.08
pgp 1 0 1
0.00 0.00 0.00
ProjectWise 1 0 1
0.87 0.00 0.87
Total 4 0 4
0.33 0.00 0.33
Password Utah Master 1 0 1
Directory 0.21 0.00 0.21
Total 1 0 1
0.21 0.00 0.21
Reporting Novell 1 0 1
GroupWise 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 6 0 6
0.26 0.00 0.26
Network Password Microsoft 1 0 1
Windows XP 0.06 0.00 0.06
Total 1 0 1
0.06 0.00 0.06
Total 1 0 1
0.06 0.00 0.06




Low

Medium

Total

PC/Laptop Hardware None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Telecom None None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

9 0 9

0.18 0.00 0.18

_No Tier 2 None None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

_No Tier 2 None None 1 0 1
10.80 0.00 10.80

Total 1 0 1

10.80 0.00 10.80

Total 1 0 1

10.80 0.00 10.80

Application Error Motor Vehicle 1 0 1
Administration 0.00 0.00 0.00

None 1 0 1

25.73 0.00 25.73




Low

Medium

Total

Application Error Total 2 0 2
12.86 0.00 12.86

Total 2 0 2

12.86 0.00 12.86

Network Error None 1 0 1
0.95 0.00 0.95

Novell Client 1 0 1

for 32-bit 27.65 0.00 27.65

Total 2 0 2

14.30 0.00 14.30

Incident None 1 0 1

1.29 0.00 1.29

Total 1 0 1

1.29 0.00 1.29

Total 3 0 3

9.96 0.00 9.96

PC/Laptop Hardware None 1 0 1
22.93 0.00 22.93

Total 1 0 1

22.93 0.00 22.93

Total 1 0 1

22.93 0.00 22.93

7 0 7

12.76 0.00 12.76

Application None Novell 1 0 1
GroupWise 0.56 0.00 0.56

Total 1 0 1

0.56 0.00 0.56

Total 1 0 1

0.56 0.00 0.56

Network Password Novell Client 1 0 1
for 32-bit 0.26 0.00 0.26




Low Medium Total
Network Password 1 0 1
0.26 0.00 0.26
1 0 1
0.26 0.00 0.26
2 0 2
0.41 0.00 0.41
Network 1 0 1
0.06 0.00 0.06
Novell Client 1 0 1
for 32-bit 9.71 0.00 9.71
Total 2 0 2
4.88 0.00 4.88
2 0 2
4.88 0.00 4.88
2 0 2
4.88 0.00 4.88
_No Tier 2 1 0 1
1.78 0.00 1.78
1 0 1
1.78 0.00 1.78
1 0 1
1.78 0.00 1.78
1 0 1
1.78 0.00 1.78
_No Tier 2 Microsoft 1 0 1
Windows XP 2.03 0.00 2.03
None 1 0 1
0.00 0.00 0.00
Novell Netware 1 0 1
Connect 0.00 0.00 0.00
Total 3 0 3
0.81 0.00 0.81




Low Medium Total
_No Tier 2 Total 3 0 3
0.81 0.00 0.81
Application Error Novell 1 0 1
GroupWise 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Print/Copy/Sca Incident None 1 0 1
n/Fax 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Paper Jam None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 2 0 2
0.00 0.00 0.00
6 0 6
0.45 0.00 0.45
_No Tier 2 None None 1 0 1
5.43 0.00 5.43
Total 1 0 1
5.43 0.00 5.43
Total 1 0 1
5.43 0.00 5.43
Network Error Cisco Secure 1 0 1
VPN Client 1.08 0.00 1.08
Total 1 0 1
1.08 0.00 1.08
Total 1 0 1
1.08 0.00 1.08




Network

Application

Telecom

Medium Total
2 0 2
3.26 0.00 3.26
1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
1 0 1
9.56 0.00 9.56
1 0 1
9.56 0.00 9.56
1 0 1
9.56 0.00 9.56
1 0 1
9.56 0.00 9.56
Reporting IBM Tivoli 1 0 1
Storage 83.80 0.00 83.80
Total 1 0 1
83.80 0.00 83.80
1 0 1
83.80 0.00 83.80
1 0 1
83.80 0.00 83.80
Area Code 1 0 1
0.70 0.00 0.70
Total 1 0 1
0.70 0.00 0.70
Call Telephone 1 0 1
Management 0.40 0.00 0.40




Low Medium Total
Telecom Call Total 1 0 1
Management 0.40 0.00 0.40
Feature Telephone 2 0 2
0.1 0.00 0.11
Total 2 0 2
0.11 0.00 0.11
Voice Mail None 3 0 3
0.42 0.00 0.42
Telephone 2 0 2
0.29 0.00 0.29
Total 5
0.37
9
0.35
9
0.35
96
3.72
INC000000137464 _No Tier 2 None None TIR Missed: No  TIR: 0.02
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.02
INC000000139349 _No Tier 2 None None TIR Missed: No TIR:  0.06
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.06
INC000000139966  _No Tier 2 None Novell Netware Connect TIR Missed: No  TIR: 0.01
Metro D North Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.00
INC000000140163 _No Tier 2 None None TIRMissed: No TIR: 0.14
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.89
INC000000142832 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.00
INC000000143091  _No Tier 2 None Microsoft Windows XP Pi TIR Missed: Yes TIR: 2.03
Metro D North Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 2.03
INC000000144127  _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Administrative Services  Low Cancelled TTR Missed: No  TTR: 0.00
INC000000144305 _No Tier 2 None None TIR Missed: No TIR:  0.00
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.00
INC000000144910 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 0.00
INC000000147147  _No Tier 2 None None TIR Missed: Yes TIR: 1.78




Metro D Network Administrative Services  Low Resolved TTR Missed: No  TTR: 1.78
INC000000147574 _No Tier 2 None None TIR Missed: No TIR:  0.00
Network Operations Administrative Services  Low Resolved TTR Missed: No  TTR: 5.43
INC000000148406 _No Tier 2 None None TIR Missed: No TIR:  0.00
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149044 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149388 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Administrative Services  Low Resolved TTR Missed: Yes TTR: 10.80
INC000000149508 _No Tier 2 None None TIR Missed: No TIR:  0.81
Capitol Hosting Administrative Services = Medium Resolved TTR Missed: No  TTR: 0.81
INC000000149525 _No Tier 2 None None TIRMissed: No TIR: 0.64
Capitol Hosting Administrative Services = Medium Resolved TTR Missed: No  TTR: 0.64
INC000000151430  _No Tier 2 None Novell GroupWise TIR Missed: No TIR: 0.00
Capitol Hosting Administrative Services  Low Resolved TTR Missed: No  TTR: 0.06
Application
INC000000135934  Application Error Novell Messenger TIR Missed: No TIR: 0.98
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 2.69
INC000000136248  Application None Novell GroupWise TIR Missed: No TIR: 0.53
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: Yes TTR: 11.28
INC000000136637  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.92
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.92
INC000000136790  Application Error Novell Messenger TIR Missed: No TIR: 0.08
Help Desk Administrative Services  Low Closed TTR Missed: No  TTR: 0.08
INC000000136932  Application Error Novell GroupWise TIR Missed: No TIR: 0.53
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 2.49
INC000000138214  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.35
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.35
INC000000138272  Application Error pgp TIR Missed: No TIR:  0.00
Help Desk Administrative Services  Low Closed TTR Missed: No  TTR: 0.00
INC000000138733  Application Error Novell GroupWise TIR Missed: No TIR: 0.08
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.10
INC000000139698  Application Error Microsoft Access 2007 TIR Missed: No TIR: 0.33
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: Yes TTR: 10.94
INC000000140129  Application Password Utah Master Directory TIR Missed: No TIR: 0.19
Help Desk Administrative Services  Low Closed TTR Missed: No  TTR: 0.21
INC000000140516  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro D North Desktop Support Administrative Services ~ Low Closed TTR Missed: No  TTR: 0.00
INC000000140568  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.88
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.88
INC000000141342  Application Error None TIRMissed: No TIR: 0.25
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.47
INC000000141351  Application Reporting IBM Tivoli Storage Manag TIR Missed: Yes TIR: 6.62
Storage Services Administrative Services  Low Closed TTR Missed: Yes TTR: 83.80
INC000000141592  Application Error Novell GroupWise TIR Missed: No TIR: 0.39
Help Desk Administrative Services  Low Closed TTR Missed: No  TTR: 0.39
INC000000141831  Application Error Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.00




INC000000141973  Application Reporting Microsoft Windows XP Pi TIR Missed: Yes TIR: 2.08
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: Yes TTR: 8.32
INC000000142031  Application Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.53
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 2.07
INC000000142222  Application None Novell GroupWise TIR Missed: Yes TIR: 1.15
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.15
INC000000142987  Application Error None TIR Missed: No TIR: 0.32
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 2.25
INC000000144295  Application None Novell GroupWise TIR Missed: No  TIR: 0.09
Metro B Help Desk Administrative Services  Low Closed TTR Missed: No  TTR: 0.56
INC000000146255  Application Error None TIR Missed: No TIR: 0.86
Metro B Desktop Support Administrative Services  Low Resolved TTR Missed: Yes TTR: 25.73
INC000000146303  Application Error Novell GroupWise TIR Missed: No TIR: 0.09
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: Yes TTR: 6.38
INC000000146375  Application Password Novell GroupWise TIR Missed: No TIR: 0.51
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 0.51
INC000000147015  Application Reporting Novell GroupWise TIR Missed: Yes TIR: 3.54
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 3.70
INC000000147932  Application Error Roxio Media Manager TIR Missed: No TIR: 0.98
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 0.98
INC000000148399  Application Password PGP TIRMissed: No TIR:  0.92
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 1.02
INC000000148660  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Help Desk Administrative Services  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149415  Application Reporting IBM Tivoli Storage Mana¢ TIR Missed: Yes TIR: 3.15
Capitol Hosting Administrative Services =~ Medium Resolved TTR Missed: No  TTR: 3.15
INC000000149896  Application Reporting Novell GroupWise TIR Missed: Yes TIR: 1.02
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 1.98
INC000000150331  Application None ProjectWise TIR Missed: Yes TIR: 6.25
Capitol Hosting Administrative Services  Low Resolved TTR Missed: Yes TTR: 6.26
INC000000150533  Application Error ProjectWise TIR Missed: No TIR: 0.87
Help Desk Administrative Services  Low Resolved TTR Missed: No  TTR: 0.87
EIS Hardware
INC000000134733  EIS Hardware Printer None TIR Missed: No TIR:  0.90
Diebold Administrative Services  Low Closed TTR Missed: Yes TTR: 17.35
Network
INC000000128917  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.36
Metro B Desktop Support Administrative Services  Low Closed TTR Missed: Yes TTR: 27.65
INC000000135791  Network Error None TIR Missed: No TIR:  0.04
Metro C Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.06
INC000000136648  Network Error MindQ Knowledge Odyss TIRMissed: No TIR: 0.25
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.25
INC000000136980  Network Error Cisco Secure VPN Client TIR Missed: Yes TIR: 1.08
Network Operations Administrative Services  Low Closed TTR Missed: No  TTR: 1.08
INC000000139396  Network Error None TIR Missed: Yes TIR: 1.02
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.55
INC000000140692  Network Error None TIR Missed: No TIR:  0.06
Metro B Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.95




INC000000140778  Network Password Microsoft Windows XP Pt TIR Missed: No  TIR: 0.06
Help Desk Administrative Services  Low Closed TTR Missed: No  TTR: 0.06
INC000000140970  Network Error None TIR Missed: Yes TIR: 1.01
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.01
INC000000140975  Network Error None TIR Missed: No  TIR: 0.97
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 2.01
INC000000141044  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.20
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.20
INC000000141233  Network Performance None TIR Missed: No  TIR: 0.27
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.27
INC000000141759  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.37
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.03
INC000000141997  Network Incident None TIRMissed: No TIR: 0.85
Metro B Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.29
INC000000142652  Network None Novell Client for 32-bit W TIR Missed: No  TIR: 0.49
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.49
INC000000143145  Network None Novell Client for 32-bit W TIR Missed: No  TIR: 0.41
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.54
INC000000143295  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.19
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 1.73
INC000000143446  Network Performance None TIR Missed: No  TIR: 0.72
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.72
INC000000143565  Network Password None TIR Missed: No TIR:  0.00
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.00
INC000000143737  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.10
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: Yes TTR: 14.03
INC000000145658  Network Error None TIR Missed: No TIR: 0.36
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 0.75
INC000000146526  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 2.99
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 2.99
INC000000147059  Network Incident None TIRMissed: No TIR: 0.65
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 1.56
INC000000148293  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.84
Metro C Desktop Support Administrative Services  Low Resolved TTR Missed: Yes TTR: 9.71
INC000000148389  Network Error None TIRMissed: No TIR:  0.41
Capitol Hosting Administrative Services  Low Resolved TTR Missed: No  TTR: 0.42
INC000000149799  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.07
Metro B Help Desk Administrative Services  Low Resolved TTR Missed: No  TTR: 0.26
INC000000150309  Network Error None TIR Missed: Yes TIR: 9.56
Security Administrative Services  Low Resolved TTR Missed: Yes TTR: 9.56
INC000000150494  Network None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 0.00
PC/Laptop
INC000000140733  PC/Laptop Hardware None TIR Missed: Yes TIR: 12.03
Metro B Desktop Support Administrative Services  Low Closed TTR Missed: Yes TTR: 22.93
INC000000143344  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Help Desk Administrative Services  Low Closed TTR Missed: No  TTR: 0.00
INC000000147138  PC/Laptop Password None TIRMissed: No TIR: 0.65



Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 2.02
INC000000150318  PC/Laptop None Novell Client for 32-bit W TIR Missed: No  TIR: 0.87
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 5.60
INC000000150396  PC/Laptop Performance None TIR Missed: No  TIR: 0.66
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: Yes TTR: 6.67
INC000000151256  PC/Laptop Error None TIRMissed: No TIR: 0.32
Capitol Desktop Support Administrative Services  Low Resolved TTR Missed: Yes TTR: 6.63
Print/Copy/Scan/Fax
INC000000140519  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.03
Metro D North Desktop Support Administrative Services ~ Low Closed TTR Missed: No  TTR: 0.00
INC000000145397  Print/Copy/Scan/Fax Paper Jam None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Administrative Services  Low Resolved TTR Missed: No  TTR: 0.00
Server
INC000000140277  Server None None TIRMissed: No TIR: 0.62
Capitol Desktop Support Administrative Services  Low Closed TTR Missed: No  TTR: 0.62
Telecom
INC000000135640  Telecom Area Code None TIRMissed: No TIR: 0.32
Voice Operations Administrative Services  Low Closed TTR Missed: No  TTR: 0.70
INC000000139447  Telecom Voice Mail None TIRMissed: No TIR: 0.16
Voice Operations Administrative Services  Low Closed TTR Missed: No  TTR: 0.63
INC000000140382  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.09
Voice Operations Administrative Services  Low Closed TTR Missed: No  TTR: 0.21
INC000000146258  Telecom Feature Telephone TIR Missed: No TIR: 0.10
Voice Operations Administrative Services  Low Resolved TTR Missed: No  TTR: 0.10
INC000000146605  Telecom Voice Mail None TIR Missed: No  TIR: 0.22
Voice Operations Administrative Services  Low Resolved TTR Missed: No  TTR: 0.26
INC000000149680  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.37
Voice Operations Administrative Services  Low Resolved TTR Missed: No  TTR: 0.37
INC000000149811  Telecom None None TIR Missed: No TIR:  0.00
Help Desk Administrative Services  Low Resolved TTR Missed: No  TTR: 0.00
INC000000150431  Telecom Voice Mail None TIR Missed: No  TIR: 0.21
Voice Operations Administrative Services  Low Resolved TTR Missed: No  TTR: 0.36
INC000000150953  Telecom Feature Telephone TIR Missed: No TIR: 0.06
Voice Operations Administrative Services  Low Resolved TTR Missed: No  TTR: 0.13
INC000000151292  Telecom Call Management Telephone TIR Missed: No TIR: 0.20
Voice Operations Administrative Services  Low Resolved TTR Missed: No  TTR: 0.40




